TECHNICAL PAPER INDEX 
TOPIC TRACKS 


1.1.1 Internal Customer Satisfaction 


Ronald L. Heilmann, Director, Center for Quality & Productivity Development, University of 
Wisconsin—Milwaukee, Milwaukee, WI 

Sharon Zara, President, Zara & Associates, Rochester, IL 

LCS: 670:80:000 


TRANSLATING SPE INTO MMANAGEMENT TERMS (I)... 
Alec A. Feinberg, Lawrence E. Machado, Members of the Technical Staff, 

The Analytic Sciences Corp., Reading, MA 

LCS: 120:30:439 


PROVIDING MEANINGFUL ANSWERS TO TECHNICAL QUESTIONS (1) 
Andrew R. Kirsch, Statistical Consultant, 3M, St. Paul, MN 
LCS: 520:60:400 


1.1.2 External Customer Satisfaction 


Nicholas P. Governale, TQM Consultant, Governale & Associates, Acton, MA 

Kevin A. Howell, N.Y. District Manager, Digital Equipment Corp., New York, NY 

LCS: 310:50:800 


CONTINUOUS IMPROVEMENT OF CUSTOMER-CENTERED HEALTH CARE (I) 
Marianne Murdock, Director, Systems and Quality Engineering, 
University of Virginia Health Sciences Center, Charlottesville, VA 
LCS: 020:70:880 


William J. Latzko, Latzko Associates, North Bergen, NJ 

Timothy R. Davis, Branch & Trust Co., Raleigh, NC 

LSC: 700:00:760 


1.1.4 Human Resource Management 


Christina Sanes, Department Manager, AT&T Bell Laboratories, Whippany, NJ 
LCS: 310:70:400 


TEAM PARTNERSHIP: CREATING AN EMPOWERED WORKPLACE (I) 
John C. Smack, Team Partnership Team Member, 

Lewis A. Dawson, Team Partnership Team Leader, 

Edward M. Lynch, Frederick C. Salerno, Frank U. Bendinelli, and Frank A. Mancuso, 
Team Partnership Team Members, IBM Enterprise Systems, Poughkeepsie, NY 

LCS: 670:90:000 


ESTABLISHING A TQM CULTURE WITHIN A MILITARY MEDICAL ENVIRONMENT (I) 


Richard A. Yates, Director, Quality Team, 653d Medical Group, Robins AFB, GA 
LCS: 310:10:880 


1.1.5 Leadership 


Robert Leighton, Managing Consultant, Goodwin Leighton Management Group, Hamden, CT 

LCS: 310:10:000 


Richard E. Winder, Finance Manager, Michigan State Bar Foundation, Lansing, Ml 
LCS: 020:10:000 
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1.1.6 Case Studies—Statistical Methods 


David J. Ingram Sr., Principal Statistician, Baxter Healthcare Corp., Round Lake, IL 

LCS: 500:70:400 
Joseph J. Pignatiello Jr., Industrial Engineering, Texas A&M University, College Station, TX 


John S. Ramberg, Systems & Industrial Engineering, University of Arizona, Tucson, AZ 
123:70:400 


Internal Customer Satisfaction 


Jill Phelps Kern, Principal Consultant, Digital Equipment Corp., Stow, MA 
LCS: 340:10:886 


TOTAL QUALITY TRANSFORMATION ON A PCB MANUFACTURING LINE (1) 
Thomas J. Hays, Advisory Engineer, IBM Corp., Rochester, MN 
Mary J. Gander, Professor of Management, Winona State University, Winona, MN 
LCS: 310:20:438 


1.2.2 External Customer Satisfaction 
DESIGN ENGINEERING AND TQM—A POWERFUL UNION (I) 119 
James B. Kohnen, Total Quality Manager, FMC, Santa Clara, CA 

LCS: 660:70:000 

TRANSITION FROM DESERT STORM TO CIVILIAN HUMMER (I)... 


George Mouradian, Reliability Engineering Manager, AM General Corp., Livonia, MI 
LCS: NONE 


1.2.3 Strategic Planning 
Integrating Strategic Business and Quality Planning or Improved Profits From Quality Programs 


Don Allred, President, QualTech Management International, Colorado Springs, CO 
LCS: 300:10:000 


1.2.4 Human Resource Management 
Bill Yee, Vice President Resource Development and Civic Affairs, Solectron Corp., Milpitas, CA 

Ed Musselwhite, President & Chief Executive Officer, Zenger-Miller, Inc., San Jose, CA 

LCS: 300:10:400 


DIGITAL'S TQM IMPLEMENTATION: THE ROAD TO PROVEN RESULTS (I) .............0-....002000. 
Rebecca Raibley, Corporate Quality Education Manager, Virgilio Gallo, TQM Implementation 
Manager—Europe, Digital Equipment Corp., Maynard, MA 

LCS: NONE 


1.2.5 Leadership 
William M. Harral, Arch Associates, Northville, Ml 

Douglas L. Berg, GM Powertrain, Ypsilanti, MI 

LCS: 020:10:000 


Deborah Rindfuss Ellis, Assistant Professor, Robert J. Zuercher, Associate Professor, 

Program Coordinator, Industrial Technology, State University College at Buffalo, Buffalo, NY 

LCS: NONE 


Sue Ann Sidell, Lessons Learned Prograrn Manager, Martin Marietta Energy Systems, Inc., 
Oak Ridge, TN 
LCS: 020:00:00 
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1.2.6 Case Studies—Statistical Methods 


REDUCING LABEL NONCONFORMANCES BY DOE AND LOGISTIC REGRESSION (l)................ 174 
Noel Artiles-Leon, Associate Director, Industrial Engineering Dept., University of Puerto Rico, 
Mayaguez, Puerto Rico 

LCS: 595:70:400 


SHORT-RUN CAPABILITY ASSESSMENT USING THE t DISTRIBUTION (I) ee 
Thomas A. Little, Senior Staff Research & Development Engineer, Read-Rite Corp., Milpitas, CA 

C. Scott Harrelson, Quality Engineer, Lockheed Missiles & Space Co., Sunnyvale, CA 

LCS: 123:70:436 


Internal Customer Satisfaction 
Gerald B. Heyes, Senior Quality Assurance Engineer, Rank Video Services America, Northbrook, IL 
LCS: 345:70:439 


Joseph M. Feliu, Manager, San Mateo Information Systems Center, San Mateo, CA 
LCS: 351:70:991 


2.1.2 External Customer Satisfaction 
SIX SIGMA QUALITY, THE KEY TO CUSTOMER SATISFACTION (I). 206 
Robert J. Craig, DuPont Connector Systems, Clearfield, PA 

LCS: 030:70:400 


Matthew J. Nash, Principal, Haroridge House, Inc., Boston, MA 
LCS: 342:90:872 


2.1.4 Human Resource Management 
USING PROCESS MANAGEMENT: OVERVIEW AND RESULTS (I) 290 


R. Gilbert Canfield, Manager, Process Quality, Applied Materials, Santa Clara, CA 
LCS: 300:340:342 


Les J. Porter, Tioxide Lecturer in TQM, John S. Oakland, Exxon Chemical Professor in TQM, 
European Center for TQM, University of Bradford Management Centre, Bradford, UK 

LCS: 670:10:000 


9.1.5 Leadership 
Kersi F. Munshi, Counselor in Quality, Miami, FL 

LCS: 300:10:00 


Thomas H. Bond, Director, GPS Technologies, Fort Worth, TX 
Robert V. Sweeney, Staff Analyst, GPS Technologies, Troy, MI 
310:10:000 


2.1.6 Case Studies—Statistical Methods 
Thomas W. Calvin, IBM Corp., Poughkeepsie, NY 

LCS: 111:20:439 


Robin McDermott, Director of Training, Resource Engineering, Inc., Vernon, CT, 

Jeffrey G. Lublin, Manager of Quality Development, Seton Name Plate Co., Branford, CT 

LCS: 680:20:400 


IMPLEMENTING MEASUREMENT AND STATISTICS IN HEALTH CARE CQI (l).......0....22..00005. 
Randall K. Spoeri, Former Senior Corporate Statistician, Humana Inc., Prospect, KY 

William F. Jessee, Chairman and Interim CEO, Commission on Professional and 

Hospital Activities, Ann Arbor, MI 

LCS: 710:90:880 
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9.2.1 Internal Customer Satisfaction 
David D. Kildahl, Quality Assurance Manager, Schneider US Stent Division, Plymouth, MN 

LCS: 345:70:000 


Mike Perry, Manager, IT Assessment Services, BS! Quality Assurance, Milton Keynes, UK 
LCS: 300:70:400 


2.9.9 External Customer Satisfaction 
EMPOWER CUSTOMERS THROUGH TOTAL QUALITY LEADERSHIP 987 
Commander Martin S. Kosiek, Director of Operations, Barbara A. Williams, Quality Assurance 
Specialist, Ronald L. Short, Director of Quality, Naval Aviation Depot, Norfolk, VA 

LCS: 351:70:991 

Allen L. Dooney, Director of Corporate Quality, Radius Inc., San Jose, CA 

LCS: 310:10:436 

Robert G. Batson, Professor of Industrial Engineering, The University of Alabama, Tuscaloosa, AL 


Kenneth A. Moats, Superintendent of Shipping, American Cast Iron Pipe Co., Birmingham, AL 
LCS: 112:20:434 


2.2.4 Human Resource Management 
BETTER RECOGNITION AWARDS PRODUCE MORE RECOGNITION 308 
William R. Wiltschko, IMD Market Research, Intel Corp., Folsom, CA 

LCS: 343:90:436 


Spencer B. Graves, Principal, Soencer Graves Associates, San Jose, CA 
LCS: 630:10:000 


MOTIVATING HUMAN RESOURCES THROUGH RECOGNITION (I)... 
William A. Hoberg, Distinguished Member of Technical Staff, Nancy |. Nicholson, Product Quality 
Consultant, AT&T Network Systems, Lisle, IL 

LCS: 310:10:548 


9.9.5 Leadership 
Paul Aganski, West Newbury, MA 

LCS: 670:10:000 


COACHING: FROM THEORY TO RESULTS—THE “HOW TO” OF TQM IMPLEMENTATION (lI). ......... 
Brad W. Farrow, Managing Partner, The Rydberg Levy Group, Inc., Calgary, Alberta, Canada 
LCS: 310:10:000 


9.9.6 Case Studies—Statistical Methods 
Siebrand J. Wierda, Research Student, University of Groningen, Department of Econometrics, 
Groningen, The Netherlands 

LCS: 123:70:400 


TOTAL QUALITY MEASUREMENT IN HEALTH CARE: 

Lorenz J. Finison, Principal, New England Applied Research Group, Boston, MA 

Maureen Spencer, Director, Infection Control Unit, Massachusetts General Hospital, Boston, MA 

Karl S. Finison, Research Director, Maine Health Information Center, Augusta, ME 

LCS: 020:50:880 
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9.3.1 Internal Customer Satisfaction 

HOW TO EMPOWER THE FRONT-LINE SERVICE EMPLOYEE: 

A CONTINUOUS IMPROVEMENT MODEL (I) 

Carole Congram, Associate Professor, Joby John, Associate Professor, Bentley College, Waltham, MA 

LCS: 310:50:800 

Jennifer Nichols, Senior Vice President, TMI North America, Inc., San Francisco, CA 

LCS: 320:10:884 


9.3.2 External Customer Satisfaction 


< Subhash C. Puri, Chief Statistician, Agriculture Canada, Ottawa, Ontario, Canada 
3 LCS: NONE 


ISO 9000, AN EASY METHOD TO DOCUMENT REQUIREMENTS (I)... 379 
J. Martin O’Neill, Senior Consultant, HESTER Associates, Inc., North Chatham, MA 
LCS: 352:70:000 


2.3.3 Supplier Management 


SERVICES IMPROVEMENT, INCLUDING CERTIFICATION AKA: THE SSPI PROCESS (l)................ 386 
John O. Brown, Quality Systems Designer, Quality Alert Institute Inc., New York, NY 
LCS: 020:70:889 


Michael T. Schneider, Senior Technical Specialist, McDonnell Douglas Corp., St. Louis, MO 

LCS: 351:40:437 


Joseph D. Conklin, PhD Student, Statistics Department, Virginia Polytechnic Institute, Blacksburg, VA 
LCS: 750:70:438 


2.3.4 Human Resource Management 
ROUNDTABLE DISCUSSION ON HUMAN RESOURCE MANAGEMENT 406 
C. Philip Alexander, Ann Arbor Consulting, Ann Arbor, MI 
Ron H. Cassell, ITT Higbie Baylock, Auburn Hills, Ml 
Roderick Munro, Ford Motor Company, Allen Park, Ml 
Michele T. Redman, ITT Hartford Insurance Group, Burlington, CT 
Eugene M. Tomlinson, Tomlinson Research, Southfield, Ml 

LSC: 670:10:099 


2.3.5 Leadership 


Robert E. Meyer, Vice President, Quality Assurance and Regulatory Affairs, Cascade Medical, Inc., 
Eden Prairie, MN 

LCS: 310:10:438 


A RAPID TRANSITION TO SELF-DIRECTED TEAMS (I)... 


Ken Tiernan, Vice President Product Assurance, Loral Aeronutronic, Newport Beach, CA 
LCS: 310:10:419 


2.3.6 Case Studies—Statistical Methods 
QFD, DOE, AND SPC IN A PROCESS FOR TOTAL QUALITY (I) 
Jerry A. Lorenzen, Consultant, Stoneridge, NY 
Asif Igbal, Karen Erz, Lisa M. Rosenberger, International Business Machines Corp., 
Hopewell Junction, NY 

LCS: 310:60:436 


Mary R. Anderson, Associate Professor of Engineering, Department of Industrial and Management 
Systems Engineering, Arizona State University, Tempe, AZ 

LCS: 110:70:439 
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2.4.2 External Customer Satisfaction 
INTERLINKING liNTERNAL AND EXTERNAL PERFORMANCE (I) 
David A. Collier, Faculty of Management Science, The Ohio State University, Columbus, OH 
LCS: 300:70:000 
TRUE QUALITY COST WITH ACTIVITY BASED COSTING (I) 
William F. Hester, President, HESTER Associates, Inc., North Chatham, MA 
LCS: 353:30:000 


2.4.3 Education 
IMPLEMENTING THE DEMING PHILOSOPHY IN A UNIVERSITY (I) 
Gordon K. Constable, Department of Management Science and Information Systems, College 
of Business and Administration, Wright State University, PQ. Systems, Inc., Dayton, OH 
LCS: 310:10:882 
QUALITY MANAGEMENT IN ENGINEERING EDUCATION (I) 
Charles H. Samson, Professor, Texas A&M University, College Station, TX 
LCS: 320:70:882 


2.4.4 Human Resource Management 
USING ACCELERATIVE LEARNING TO MAKE TQM/SPC A WAY OF LIFE (I) 
Matthew Kline, President, Kline and Company, Chicago, IL 
LCS: NONE 
EMPOWERING NON-STATISTICIANS IN STATISTICAL PROCESS IMPROVEMENT (I) 
Stephen T. Dziuban, Project and Training Director, Quality Improvement Services, Logicon RDA, 
Colorado Springs, CO 
LCS: 323:70:400 


2.4.5 Leadership 
NEW QUALITY COST APPROACH GIVES PROVEN RESULTS (I) 


William O. Winchell, Associate Professor, Ferris State University, Big Rapids, Ml 
LCS: 353:10:000 


TQM AT WORK IN FINANCIAL SERVICES (I) 
Dale B. Rivers, President, Dale Rivers & Associates, Inc., Fairfax, VA 
LCS: 310:10:700 


9.4.6 Case Studies—Statistical Methods 
QUICK SWITCHING SYSTEMS FOR ACCEPTANCE SAMPLING (I) 


Wayne A. Taylor, Director, Quality Technologies, Baxter Healthcare Corp., Round Lake, IL 
LCS: 290:70:000 


STATISTICAL PROBLEM SOLVING STRATEGIES (I) 
H.J. Bajaria, Multiface, Inc., Garden City, Ml 
LCS: 521:10:000 


Internal Customer Satisfaction 

HOW PROCESS SIMULATION ENRICHES TQM ENVIRONMENTS (I) 

Andre’ Fiss, Chin-Wen Lin, Advanced Quality Concepts, Chatsworth, CA 

LCS: NONE 

VOICES OF HALLMARK’S INTERNAL CUSTOMERS (I) 

Jim Boudot, Sr. Management Science Analyst, Acey Lampe, Communications/Training Manager, 
Hallmark Cards, Inc., Kansas City, MO 

LCS: 310:90:873 
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3.1.2 External Customer Satisfaction 
Gary Deines, President, Management Software International, Inc., Woburn, MA 

LCS: 00:020 


3.1.4 Human Resource Management 
Cephas B. Rogers, qdp Consulting, Clinton, MA 
Sherry Williams, Heraeus DSET Laboratories, Phoenix, AZ 

LCS: 310:10:000 


Philip R. Heinle, Quality Consulting, Oconomowoc, WI 
LCS: 020:10:000 


3.1.5 Leadership 
TOTAL QUALITY TRANSFORMATION—SEVEN LEADERSHIP INITIATIVES (l)..............00..00005 547 

Daniel C. Dolan, Director, Total Quality, Reliable Power Products, Franklin Park, IL 

LCS: 310:10:000 

Peter D. Shainin, Shainin Consultants, Inc., Mt. Vernon, WA 

LCS: 310:10:000 


3.1.6 Case Studies—Statistical Methods 

Eric J. Sanchez, Technical Specialist, Ortho Biologics, Inc., Manati, Puerto Rico 

LCS: 111:70:428 

Steven J. Littig, Research Assistant, C. Teresa Lam, Assistant Professor, Industrial and Operations 

Engineering Department, University of Michigan, IOE, Ann Arbor, MI 

LCS: 123:70:439 


1 Internal Customer Satisfaction 


PERFECT PROCESS ANALYSIS FOR CONTINUAL IMPROVEMENT (I). eee 576 
R.D. Davis, Principal, Productivity Sciences, Inc., Greenfield, MA, and Emeritus Professor of 

Industrial Engineering and Operations Research, University of Massachusetts, Amherst, MA 

R.J. Burke, Principal, Productivity Sciences, Inc., Greenfield, MMA, and Visiting Assistant Professor of 
Industrial Engineering and Operations Research, University of Massachusetts, Amherst, MA 

LCS: 310:70:000 


Lesley J. Enos, President, Supplier Research Group, Shrewsbury, MA 
LCS: 300:10:400 


3.2.2 External Customer Satisfaction 
QFD: A CRITICAL TOOL FOR ENVIRONMENTAL DECISION MAKING (I). 593 


Ronald L. Berglund, Pollution Prevention Manager, Brown & Root Environmental, Inc., Houston, TX 
LCS: NONE 


USING QUALITY TOOLS IN CONSTRUCTION MANAGEMENT (I) 
Michae! T. Gentile, Senior Field Engineer, Stone & Webster Engineering Corp., 

Marshall Space Flight Center, AL 

LCS: 710:10:300 
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3.2.4 Human Resource Management 


HUMAN RESOURCES FOR QUALITY IMPROVEMENT (I) 
Roland Caulcutt, BP Chemicals Lecturer, European Center for TQM, University of Bradford, England 
LCS: NONE 


DEMING STUDY GROUPS AND ROUNDTABLES (I) 

Michael J. Cleary, Wright State University, Dayton, OH 

Deborah R. Ray, Ohio Quality and Productivity Forum, Edison Community College, Piqua, OH 
LCS: NONE 


PROCESS OWNERSHIP IN A LABOR INTENSIVE ENVIRONMENT (I) 

Gale P. Nashold, Quality Manager, Air Force Avionics Division, J. Kennith Bafford, Operations 
Manager, Aerospace Divisions, James A. Creiman, Quality Manager, F-22 Radar Program, 
Westinghouse Electronic Systems Group, Baltimore, MD 

LCS: 323:20:436 


3.2.5 Leadership 
LEADERSHIP IN QUALITY SYSTEMS FOR DESIGN AND CONSTRUCTION (A) 
Roger D. Hart, Director, Quality Assurance, Fluor Daniel, Inc., Irvine, CA, and Chair, 
ASQC Architectural/Engineering and Construction Division 
LCS: 310:70:300 


TQM/SA: THE NEXT GENERATION OF TOOLS AND TECHNIQUES (I) 

Peter L. Knepell, Thomas F. Curry, Quality Improvement Services, Logicon R&D Associates, 
Colorado Springs, CO 

LCS: 600:10:000 


3.2.6 Case Studies—Statistical Methods 
MULTIVARIATE QUALITY CONTROL—A BAYESIAN APPROACH (I) 
Kamlesh Jain, Frank B. Alt, Scott D. Grimshaw, University of Maryland, College of Business and 
Management, College Park, MD 
LCS: 113:70:439 


PROCESS IMPROVEMENT—A GIANT STEP IN TOTAL QUALITY (I) 

Jerry L. Evans, Lead Engineer, Quality Engineering, Leo R. Gizzi, Director, Quality and Technical, 
Hercules Inc., Hercules Aerospace Co., Radford Army Ammunition Plant, Radford, VA 

LCS: 720:80:419 


STANDBY PRESENTATIONS FOR 
“INTERNAL CUSTOMER SATISFACTION’ 


A SIMPLE METHOD FOR MEASURING STRAIGHTNESS OF CMM AXES (I) 

Ahmad K. Elshennawy, Department of Industrial Engineering and Management Systems, University 
of Central Florida, Orlando, FL 

Fang-Sheng Jing, Department of Precision Engineering, Tianjin University, Tianju, RR. China 

LCS: 760:70:000 


DEFINING THE MEGA PROCESS: REENGINEER FOR RESULTS (A) 
Lynn Bishop-Gains, Senior Consultant, Forum Corp., Boston, MA 
LCS: 310:10:000 
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STANDBY PRESENTATIONS FOR 
“EXTERNAL CUSTOMER SATISFACTION” 


WHAT IS THE CAPABILITY OF YOUR MEASUREMENT PROCESS? 
James L. Hansen, Wayne E. Zirk, Lou D’Esposito, Union Carbide Corporation, South Charleston, WV 
LCS: 710:70:428 

Cindy Eddins Collier, Founder, Practice Financial Management, Columbus, OH 

Robert W. McAdams Jr., Counselor at Law, Baker & Hostetler, Columbus, OH 

LCS: 350:00:880 


Joseph L. Kepner, Operations Manager, Pande Controls, Conyers, GA 

Lawrence S. Aft, Professor, Southern College of Technology, Marietta, GA 

LCS: 650:40:650 


STANDBY PRESENTATIONS FOR 
“LEADERSHIP” 


VISITING JAPAN AND USING THE EXPERIENCE (I) ......-.---- 
Peter Malkovich, Process Management International, Minneapolis, MN 
LCS: 020:10:000 


STRATEGIC MANAGEMENT: LEADERSHIP’S KEY PROCESS (i) 703 
Robert A. Ghisolfi, Head, Strategic Planning Branch, Janice R. Stark, Special Assistant for 

Corporate Quality, Thomas K. Crickmer, Strategic Planning Analyst, Naval Air Systems Command, 
Washington, D.C. 

LCS: 310:10:991 


ORGANIZATIONS HOLD THE INITIATIVE FOR IMPROVEMENT (I)... 710 
The Need for Self-Assessment by Process Owners ge 

Robert L. Getty, Quality Assurance Engineering Specialist, General Dynamics Fort Worth Division, 

Fort Worth, TX 

Juliet M. Getty, Instructor, University of North Texas, Denton, TX 

LCS: 300:10:00 


STANDBY PRESENTATIONS FOR 
“CASE STUDIES/STATISTICAL METHODS”’ 


PROBABILITY PLOTTING IN ANALYSIS OF EXPERIMENTS 
James R. King, Technical and Engineering Aids for Management, Tanworth, NH 

LCS: 420:00:000 

STATISTICS IMPROVES FTC OF NPG’s VISCOUS COUPLINGS (I) 


Charles E. Evans, Quality Supervisor, New Process Gear Division, New Venture Gear, 
East Syracuse, NY 
LCS: 531:70:437 


INTERACTION GRAPHS FOR Q(K-P) FRACTIONAL FACTORIAL DESIGNS 
M.L. Aggarwal, S. Roy Chowdhury, Department of Statistics, University of Delhi, India 


DOE AND SPC ON THE SHOP FLOOR—A CASE STUDY (I) 


Gerald C. Burton, Quality Assurance Engineer, ASQC & IEEE, Varian CF & RPP. Beverly, MA 
LCS: 720:70:436 
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